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VTINPECIEC KA TTPOIOVTX

O ot vmnpeaieg eivau €€ oplopov &uleg, Ta TpoidvTA elvau
KOTX KUPLO AOYO EVLAX

O T (Evula 1] GVAa) TPOIGVTA HTTOPOVY VA ATTOONKELTOVY,
Ol VTIINPeoiec OXL

O 1 Tap&d00oT TPOIOVT®YV oLVNOWC 0dNYyel KAl OE HETAPOPX
IOLOKTNOLOC, 1] TAXPOXT) VTINPECLOV OXL

O TO OTAOIO TTAPAYRDYNC EVOC TIPOIOVTOC UTTOPEL VO Ol DPLOTEL
a1 TO OTAOIO KATAVAA®OTC 1) XPT)OTC, 1] XPNOT) HLOG

UTINPeciaC yiveTal €€ OPITUOL TAVTOXPOVA LE TNV TAPOXT TNC
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VTN PECiec Kal TTPoIOVTA (OLVEYX.)

Q 1 TOLOTNTA HLOC VTITNPECING TIPETTEL VTTOXPEDTIKA VX
Stao@aiCetan 0To XpOVO TAPOXTC (KAl TAXVTOXPOVNC
Xpronge), 8ev umopel va BeATicdOel ex TV LVOTEPLV

QO 1 £VVOLX TNG TTOLOTNTOC EXEL, YIX TIC VTNPETIEC, £TL
TEPAUTEPR PAPVTITA YL TOUC XPT)OTEC KAL KPIOIUOTITO

Yl TOUC TTAXPOXEIC
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OUUP®VIEC ETUTEOOV ECVTNPETNOTC

O Service Level Agreements, SLAs

O Suepeic (MeTalL Tapoxea kot TEAKTT)) OCVUPAOEIC TTAPOXTIC
UTINPECIOV TTOV TIPOTdLopifovy, HeTaED ANV
O) TO TTEPLEXOUEVO TNG ECLTNPETNONC
B) un Aettovpyik& xapoxtploTikd (emdodoelg, Siobecipdmra,
XOPOAELX K.ATL.)
Y) OIKOVOMIKEG XPEWTELC (XPEWTEIC XPrioNG Kot bonus/malus)
8) dtadikaoiec mapaxoAovOnomc e ePapuoynic e
oVppaonc kot eTiAvonc SlapopmV
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dloiknom emmeédov vmnpeotwV (SLM) =
dlolknon Stadikaotv TapoxNc vrnpectev (SPM)

specifving and guantifving SLA s fracking and evaluating service processes

Service Level
Agreamen

IT service Service Level Service Process Service

needs Management Management process

fracking and evafuating SLA 's desipn aned fmplementaiion of service processes
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aflomioTio eEvTNPETNONC
0 OULVIOT®OOEG AEIOTIOTING @ MPIHOTNTA KAL IKOVOTN T
0 @POTNTA : EUTEIPi Ko OToDEPOTTOL

O KAVOTNTA : ONUEPLVY) KOAN emidooT), SuvaTdmTa PeATicdoonc
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Capability Maturity Models (CMMs)

O afloAdynon ¢ wpudTTac pe OKOTO Va Slamotdovy ol
VQIOTAUEVEC IKAVOTTITEC

Q xpnomn ytx Adyovg udafnone xai Pedticoonc, dxt yix AOyovg
KOAQGUOV 1] ATTOKAEIOHOV

O OPXIKN EPAPUOYT) O€ TEOIA ETOTEPIKAOV OLXOIKATIDV UE
ToIKA X peBodoAoylmv kat Oeplag oxeTIk& Ye TOV
evedetypévo Tpomo dovAeldg (.. av&mTuEn AoylopKo)

O €UPOOT) OTO TOLEC ElVAL OL EVOEOELYUEVEC AEITOVPYIKEC

dtxdkaoieg, kot OevTEPELOVTWC 0TO TWC Bax VAoTToNBovV
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Capability Maturity Models (CMMs) (ovvéy.)

APXIKO TTEGIO EPAPUOYNC : ECDOTEPIKEC OIXOIKATIEC TTAPAYDYTIC
0 Capability Maturity Model for Software (SW-CMM)
O Capability Maturity Model Integration (CMMI)

ETTOUEVO TIEGIO EQPAPUOYTIC : EODTEPIKEC OLAOIKATIEC AetTOVPYiOG

O People Capability Maturity Model (CMM-P)

ETTOMEVO TIEOLO EQPAPHOYTIC : OLAOIKATIEC TTAPOXTIC VTITPETIROV
O eSourcing Capability Model (eSCM)
O IT Service Capability Maturity Model (ITS-CMM)
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Capability Maturity Model for Software (SW-CMM)

0O Software Engineering Institute (SEI),
Carnegie Mellon University (CMU), HITA
Q xevrpiki) lotooeAiba http://www.sei.cmu.edu/cmm
o SW-CMM Version 1.1, 1993
O petamtwon oto CMMI (2000)
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MANAGEMENT Capability Maturity Model® for Software [SW-CMM@’]

The Capability Maturity Madel for Software (also known as the M and SWy-
ChM has been a model used by many organizations to identify best practices
useful in helping them increase the maturity of their processes.

In 2000, the SW-CMM was upgraded to ChWI® (Capability Maturity Model
Integration). The SEI no longer maintains the SW-CM model, its associated
appraisal methods, or training materials, nor does the SEI offer SYW-Chitd
training. For more information about the sunset policy established by the SEl to
help SW-ChM users upgrade to ChMI, see How Will Sunsetting of the Software

Chill Be Conducted?

If your organization has not yet upgraded to CMMI, refer to the book The
Capability Maturity Model: Guidelines for Irmpraving the Software Process for
more information. Released in 1995 this book is the authoritative reference for
SWW-CMM Version 1.1, 1t is published by the Addison Wesley publishing
company and is available as part of the SEl Series on Software Enginesring.

Software CMM Model Documents

The SW-CMM consists of two SEl technical reports. You can download these
reports from the SEIWeh site from the links provided below:

s« Capability Maturity Model for Software Wersion 1.1, Paulk, Mark C.;
Curtis, Bill; Chrissis, Mary Beth Chrissis, and Weber, Charles, Software
Engineering Institute, CMU/SEIS3-TR-24, DTIC Murmber ADAZE3403,
February 1993

e key Practices of the Capability Maturity Model, Yersion 1.1, Paulk, Mark
C.; Weber, Charles %.; Garcia, Suzanne M. Garcia, Chrissis, Mary Beth;
and Bush, Marilyn W, | Software Engineering Institute, CMUISEI3-TR-
25, DTIC Number ADAZEZA3Z, February 1993,

o Ahard bound copy of the book The Capability Maturity Model. Guidelines
for Improving the Software Process, is published by the Addison Wesley
publishing company as part of the SEI Series on Software Engineering.

[T & meernet
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© Books

S nEewsEISe
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© Paper Copies
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Capability Maturity Model for Software (Version 1.1)

M. Paulk additional SE| publications
B. Curtis b, Faulk ﬂl
M. Chrissis
C. Weber

B. Curtis ﬂl
Technical Report b, Chrisziz ﬂl

CHWLYSESS-TR-O24

PDF File @o.asme] . Wieber findl

Important: The Software Chh i being phased out and will no langer be
supparted by the SEI. For mare infarmation, see Sunset of the Software Chabd.

Qﬁen regarded as "the model” rather than as a wehicle for exploring process )

Abstract: In Movernber 1986, the Software Engineering Institute (SEl) with \
assistance from the Mitre Corporation began developing a process maturity
framewoark that would assist organizations in improving their software process. This
effort was initiated in response to a request to provide the federal gavernment with a
method for assessing the capability of their software contractors. In September
1987 the SEl released a brief description of the process maturity framewark and a
maturity gquestionnaire (CMUSSESY-TR-23). The SEl intended the maturity
guestionnaire to provide a simple toal for identifying areas where an organization's
software process needed improvement. Unfortunately, the questionnaire was too

maturity issues,

After four years of experience with the software process maturity framework and
the preliminary version of the maturity guestionnaire, the SEl has evalved the
software process maturity framewark into a fully defined model.

This model will be used in a systematic, principled way to derive a maturity
guestionnaire. By fully elaborating the maturity framewark, a model has emerged
that provides arganizations with more effective guidance for establishing process

E[ Done
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Key Practices of the Capability Maturity Model Version
1.1

Mark Paulk additional SEI publications
Charlie Weber hdatk Faulk findl

Suzanne Garcia
Mary Beth Chrissis
Marilyn Bush

Charlie Wieber ﬂl
Suzanne Garcia ﬂl
Mary Bath Chrissis ﬂl
hd arilyn Bush ﬂl

Technical Report
CMU/SESS-TR-O25

PDF File m.eone

Important: The Software ChWi is being phased out and will no longer be
supported by the SEI For more information, see Sunset of the Software Chibd.

Abstract: This document provides the key practices that carrespond to each
maturity level of the Capability Maturity Model and infarmation on how to interpret
the key practices. It is an elaboration of what is meant by matunty at each level of
the CMM and a guide that can be used for software process improvement, software
process assessments, and software capahility evaluations.

The Sofhmare Engineering Institute (SEl is a faederally funded research and development centar
sponsored by the U5, Depatment of Defense and operated by Carnegie Mellon University.

Copyright 2005 by Carnegie Mellon University

Terms of Use

URL: hitp:fhowmmw.sei.cmu.edufpublications/documents@3 re portsf23 tr.025. himl
Last Madifiad: 22 Febroany 2005
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Capability Maturity Model Integration (CMMI)

0O Software Engineering Institute (SEI),
Carnegie Mellon University (CMU), HITA
QO xevipikr] lotooeNiba http://www.sei.cmu.edu/cmmi
a CMMI-SE/SW/IPPD/SS Version 1.1, 2002
0 CMMI-AM Version 1.1, 2005
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Chibdl Information Sources | Worldwide Adoption
Benefits of Process Improwvement | Benefits of Chibdl

* What s ChMI?

o Models (Capahility Maturity Madel® Integration (CMMI is a process / ® \
0 Adanti improverment approach that provides organizations with the .
~dogtion essential elements of effective processes. It can be used to cMM'
© Training guide process improvement across a project, a division, or
Ewvents, & an entire arganization. CMMWI helps integrate traditionally /
Forums separate arganizational functions, set process improvement
O Perfarmance goals and prinritiea_, _prmride guidance for quality processes, and provide a point of
Results \reference for appraising current processes. |
o .
Appraisals This page points you to places where you can find rmore infarmation about Chatl,
© Erequently and describes the worldwide adoption and benefits of ChMI
Asked
Cuestions ;
FAQS) CMMI Information Sources
© Background Before you hegin applying CWMI ta your arganization, collect infarmation about it.
© Contact The CMMI Overview presentation provides a good summary of ChMI, and the
Information Adoption page is a good starting point for finding infarmation most relevant to

your situation.

e cum | The ChMI Overvew presentation introduces
o ChMI and can help you make decisions
Capability Maturity Model* Integration about your process |mprnve_ment plans. You
(CMMI) Dverview also can use this presentation to infarm
others in your arganization about ChMI.

The Adoption page contains information about ChMMI-related conferences and

events, online farums, presentations, mappings, and written publications.

Consider bookmarking the Getting Started and Adoption pages to help you

develop your process improvernent program. =
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cMmiSM for Systems Engineering/Software
Engineering/Integrated Product and Process
Development/Supplier Sourcing, Version 1.1, Continuous
Representation (CMMI-SE/SWI/IPPD/SS, V1.1, Continuous)

Abstract:
Cpabiliw Maturity Madel® (CMM®) concept, established by the Capability Maturity

CMMI Product Team additional SEI publications

Chibdl Product Team ﬁndl

Technical Report
CMU/SERZ002-TR-011

POF File
YWoord Files

Capahility Maturity Madel Integration (CMMIEM) models have evalved th\

Model for Software (SW-CMB), to a new level that enables the continued growth and
expansion of the CMM concept to multiple disciplines. Like the SW-ChMM, EIAAS 731,
IPD-ChM|, SA-CHM, and other process improvement models, ChMI models are toals
that help organizations improve their processes. This ChMMWI model is designed ta help
organizations improve their product and service development, acquisition, and
maintenance processes. Concepts covered by this model include systems engineering,
software engineering, integrated product and process development, and supplier
sourcing as well as traditional CMM concepts such as process management and
project management. Each CWMMI model is designed to be used in concert with other
ChMI models, making it easier for organizations to pursue enterprise-wide process
improvement at their awn pace. This ChMMI model has a continuous representation,
which focuses on measuring process impravement using capability levels. Capahility
levels apply to process-improvernent achievernent within individual process areas such
as configuration managerment or verification.

Note: As of August 2002, CMMI® is registered in the U.S. Patent and Trademark
Office by Carnegie Mellon University.
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cMmisM for Systems Engineering/Software
Engineering/Integrated Product and Process
Development/Supplier Sourcing, Version 1.1, Staged
Representation (CMMI-SE/SW/IPPD/SS, V1.1, Staged)

Ab
cpahiliw Maturity Maodel® (CWMM®) concept, established by the Capability Maturit

focuses on measuring process improvermnent using maturnty levels. Maturity levels apply
to process-improverment achievernent across the organizational unit using the model.

CMMI Product Team additional SEI publizations

Chibdl Froduct Team ﬂndl
Technical Report
CMLUYSEL2002-TR-012

PDFE File
Wiord Files

stract: Capability Maturity Model Integration (CWMIEM) models have evolved th
¥

Model for Software (SWW-ChM), to a new level that enables the continued growth and
expansion of the CMM concept to multiple disciplines. Like the SW-ChM, EIASS 731,
IPO-CMM, SA-CMM, and other process improverment models, ChMMI models are tools
that help organizations improve their processes. This CWMMI model is designed to help
organizations improve their product and service development, acquisition, and
maintenance processes. Concepts covered by this model include systems engineering,
software engineering, integrated product and process development, and supplier
sourcing as well as traditional ChM concepts such as process management and
praject management. Each CMMI model is designed to be used in concert with other
CMWMI models, making it easier for organizations to pursue enterprise-wide process
impravement at their own pace. This CMMI model has a staged representation, which

Note: As of August 2002, CMMI® is registered in the U.S. Patent and Trademark
Office by Carnegie Mellon University.
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( Ahstract: Building on relevant best practices extracted from the Capability Maturity\
bodel Integration (ChMI framewark, this report defines effective and efficient
practices for acquisition projects. These best practices focus on the activities
performed by acquisition professionals in the acquisition pragram office. They alzo
address internal program office activities that support the monitoring and control of
development caontractors and suppliers. They provide a foundation for acquisition
process discipline and rigor that enables product and service development to be

\ repeatedly executed with high levels of ultimate acquisition success.

This report documents acquisition practices that should be performed by
government acguisition projects acquiring systems or services. These practices,
however, can also be used by non-government organizations to improve their
acquisition practices. This report does not contain prescribed implementation
approaches for achieving acquisition best practices. Instead, the proven content of
the CMMI framework is used as a base, and amplifications that are specific to the
acquisition process have been added.

The information in this report can also be used by acquisition arganizations that

manage several related acquisition projects (e.g., product centers, acquisition

caommands, Program Executive Officers, Service/Camponent acguisition

executives) to establish an acquisition process improvement program, ensuring the

success of projects in their purdiew. =l
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People Capability Maturity Model (CMM-P)

0O Software Engineering Institute (SEI),

Carnegie Mellon University (CMU), HITA
O xevipiki] lotooeAiba http://www.sei.cmu.edu/cmm-p
a P-CMM Version 2.0, 2001
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* Peaple-Child
main page

© People-Chitd
Mlodel

2 People-Chit
Lead

AsSsess0rs
© People-Chit

People Capability Maturity Model® (P-cMM®)
Version 2

Courses | Status | Obtain P-CMM | Change Bequest
Eelated Publications | Software Technology Boadmap | Lead Assessor Listings |
Contact Information

Obtaining the People CMM Version 2

“Yersion 2 of the People ChMM was released as an SEI Maturity Model, available

Lead Appraiser  from the publications area of the SEl WWeb site at

Authorization
Frocess

© People-Chitd
FALC

@ Contact Us

http:ffwaneee sl oy, edufpublications/docurment 501 report S0 mmd01 . ktml

It has also been released as a book inthe SE| Series in Software Engineering
published by Addison-YWesley.

People Capability Maturity Model

[The Feaople Capability Maturity Model (People CMM) is a framewark that helps \
organizations successfully address their critical people issues. Based on the

best current practices in fields such as human resources, knowledge
management, and organizational development, the People CMM guides
organizations in improving their processes for managing and developing their
workforces. The People ChM helps organizations characterize the maturity of
their workforce practices, establish a program of continuous workforce
development, set priorities for improvernent actions, integrate workforce
development with process improvement, and establish a culture of excellence.

Since its release in 1995, thousands of copies of the People CMM have been
\distrihuted, and it is used worldwide by organizations, small and large. J

The People CMM consists of five maturity levels that establish successive
foundations for continuously impraving individual competencies, developing
effective teams, mativating improved performance, and shaping the workfarce the
organization needs to accamplish its future business plans. Each maturity level
is a well-defined evolutionary plateau that institutionalizes new capabilities for
developing the organization's workforce. By following the maturity framewaork, an
organization can avoid introducing workforce practices that its employees are
unprepared to implement effectively.
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Version 2.0

Bill Curtis additional SEI publications

Bill Hefley Bill Curtiz ﬁndl
Sally Miller
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Abstract: The People Capahbility Maturity Maodel® is a tool that helps you successfully
address the critical people issues in your arganization. The Peaple CMME employs the
pracess maturity framewark of the highly successful Capability Maturity Model for
Software [SWV-CMWM) as a foundation for a model of best practices far managing and
developing an organization's workforce. The Software CMMW has been used by software
organizations around the warld for guiding dramatic impravements in their ability to
improve productivity and quality, reduce costs and time ta market, and increase
customer satisfaction. Based on the best current practices in fields such as human
resources, knowledge management, and organizational development, the Feople Chil
guides arganizations in improving their processes for managing and develaping their
warkfarce. The People CWM helps organizations characterize the maturity of their
workfarce practices, establish a pragram of continuous workforce development, set
priarities for impravement actions, integrate warkforce development with process
improverment, and establish a culture of excellence. Since its release in 19595,
thousands of copies of the Peaple ChM have been distributed, and it is used world-
wide by arganizations, small and large, such as IBM, Boeing, BAESystems, Tata
Consultancy Senices, Ericsson, Lockheed Martin and QAL (India) Ltd.

The Software Engineering Institute (SEI is a federally funded research and development center sponsored by

the U.5. Depatment of Defense and operated by Carmmegie Mellon University.
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IT Services Qualification Center (ITsqc),
Carnegie Mellon University (CMU), HITA
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eSourcing Capability Model for Service Providers (eSCM-SP)
Version 2.0, 2004

eSourcing Capability Model for Clients (eSCM-CL)

(vTté avamTLEN)

eSecurity Capability Model (vtd Siepevvnon)

eCommerce Capability Model (eCCM) (vtd avémtuen)
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MY ACCOUNT  FAQ .
eSecurity

Home About Us Get Involved Training The Model

The IT Services Qualification Center

ITsqc creates capability rmodels and qualification methods to improve sourzing
relationships in the Internet-enabled econommy,

Crganizations are increasingly delegating IT-intensive business activities to
external service providers to take advantage of new growth in the glabal
telecomrunications infrastructure. The business processes being outsourced
range from routine and non-critical tasks, to strategic processes that directly
impact revenues, Managing and meeting client expectations is a major challenge
in these business relationships, and examples of failure abound.

ITsqc developed the eSourcing Capability Model for Service Providers (eSCHM-
SP) w2 for three purposes, It helps IT-enabled sourcing service providers
appraise and improve their ability to provide high quality sourcing services, and
it gives therm a way to differentiate themselves from the competition. Prospective
clients can evaluate service providers based on their eSCM-5SP level of
certification and Practice Satisfaction Profile.

ITsqc has begun a related effort to model best practices of IT-enabled sourcing
clients - the eSourcing Capability Model for Clients (eSCM-CL).

The Center is exploring the need for Capability and appraisal methods for
eSecurity in cooperation with the Center for Survivable Systems at Carnegie
Mellon,

In addition, ITsqc is developing an initial frarmewaorl: for the eComrerce
Capability Model (eZCM) to address the specific issues regarding the ability to
conduct business electronically.,

LUTHORIZED ORGAMIZATIONS

Update on Authorized
Organizations

IT=qc recently increased the set of
Authorized individuals and
organizations available to perform
eSCM-5P Capability
Ceterrninations, To view the current
list of these individuals and
organizations click here.

TOF MEWS 3TORT

Septernber 29, 2005

MNipuna, World's First e SCM Level 4
Certified EPO

Mipuna Services Limited, one of
India’s leading Business Process
Outzourcing (BPO) service
ptoviders, has becorme the warld's
first BPO services cornpany to
achieve eSCM-SP Capability Level
4 Certification [eSaourcing
Capability Madel for Service
Providers], eS5CM-5P has been
developed by the globally reputed
IT Services Qualification Center
[ITSqc) at Carnegie Mellon
University, View the full story
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Home About Us Get Invalved Training The Model Using the Model

Model Comparisons Publications Change Reguest

The eSourcing Capability Model for Service Providers (eSCM-SP) v2

The eSCM-5P addresses the critical issues related to IT-enabled sourcing \ MODEL DoOWNLE LD

(eSourcing), Sourcing providers use the eSCM-2P and its accompanying

methods to systernatically determine their existing capabilities, The Model is used The eSourcing Capability Model for

for capability improverment and for certification at a Capability Level, Clients use Service Providers v2

the eSCM-5F as a means to compare service providers during their selection The eSCM-SP w2 s available 2= 4
two-part PDF download, Part 1

process. contains an overview of the rmodel,
Part 2 contains information on

Although rmost quality models focus only on delivery capabilities, in eSourcing rmodel interpretation and detailed

there are also critical issues associated with initiation and completion of the descriptions for all 4 Practices.

contract, The eSCM-5F has been designed to complement existing quality
models so that service providers can capitalize on their previous improvement
Qﬁnrts. Docurmnenting Model Cormparisons is an ongoing effort. /

® eSCM-5P w2, Part 1 (SMB)
® eSCM-SP w2, Part 2 (6Mb)

The eSCM-5P «Z Publications are available for free download.

CHANGE REQUE:TS:

We welcome your comments on the eSCM-SP v2, They can be submitted on the Changes to the e SCM-5P w2

We rely on input from industry and
Change Reguest page.
gl:l'-'Erl'll'l'IEI'It Users asz we make
improvernents to the eSCM-5P,

The eSCM-5P was developed by a multi-cultural and multi-disciplinary tearm from wou rmay provide feedback or o
Carneqgie Mellon University, Satvam Computer Services Ltd,, Accenture, IBM suggest changes to the e5CM-5P
Global Services, and EDS, uZ ar its related courses and

docurnentation using the Change
Fequest form.

All change requests are reviewed
by the eSCM-5P Developrnent
Tearn and the eSCM-5P Change
Contral Board [CCR) befare the
decizion is made whether or not to
adopt the request,

#zubriit a change request
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Figure 1.

Types of sourcing services

The middle two circles, IT Sourcing
and Task & Business Process Sourc-
ing, are oovered by eSourcing. The
outer circle, Sourcing, is excluded
from eSourcing
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Home About Us Get Involved Training The Model Using the Model

Model Phases Publications Reviewer Application

A Companion Model

Cwer the past several vears, all kinds of organizations, from mmanufacturing firms
to banks to hospitals, have been delegating computer-intensive activities to

REWIEWER: WANTED

external service providers because they are focusing on "core competencies” or
lack their own in-house capabilities, In many cases, they have not been satisfied
with the results,

The e5CM for Clients
The ITzqc is currently seeking
reviewars to help accelerate the

developrnent of the eSCM far
Clients, Qualified reviewers will

The actions of the client organization and those of the service provider in these have experience managing

sourcing relationships are both critical for success, ITsqco is developing a best
practices maodel that allows client arganizations to continuously evaolve, improve,
and innovate their capahbilities to develop stranger, longer term, and rmore
trusting relationships with their service providers.

outzourcing contracks in a variety of
rmarket seckors,

*hbecorne a reviewer

Challenges that client
organizations face include:

The eSourcing Capability Model for Client Organizations {(eSCM-CL) enables
client organizations to appraise and improve their capability to foster the
development of more effective relationships, better manaage these relationships,
and experience fewer faillures in their client-service provider relationship.

#® Establishing an appropriate

Ower the coming rmonths, ITsqe researchers will be working closely with and sourcing strategy

visiting selected client organizations in a series of focused interviews to better ® Managing risks throughout |
understand both successes and failures in sourcing IT-enabled services, This the sourcing activities
wark will inform the developrment of the eSCM for Clients, & Identifying, selecting and

negcotiating with service

providers

® Conducting service provider
governance and
petfarrnance rmanagement
® Managing relationships

Preliminary investigation shows
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eSecurity Initiative

In keeping with the ITsqc mission to identify and address the need for best
practices models and accompanying diagnostic methods related to sourcing
performance, the Center established a working group to focus on security
considerations,

An initial workshop, held in July, 2003 with security experts from the Center's
Consortiurmn members began exploring and answering the fallowing questions:

® Are the practices in the eSourcing Capability Model for Service Providers
adequate?

» What are the "Best practices" models, .e.g., CERT® Systermn and Metworlk
Security Practices and/or materials available for IT-enabled service
providers and their clients to adopt?

s Can we use OCTAVET™ andfor 0CTavE-25M as diagnostic methods for
determining security risk and mitigation plans in conjunction with
eSourcing Capahbility Model (eSCM) evaluations?

® What are the adult learning opportunities/training preferences for
introducing professionals to these reference models and security audit
methods?

® eZCM-ZP w2 Practices addressing security, confidentiality, privacy,
disaster recovery, and risk management were reviewed and modified to
reflect feedback from the workshop participants and other security
expetrts,

Identification of the entire set of standards, models and frameworks of relevance

to both service provider and client organizations was done and the waorking

group will be determining whether there is sufficient need to warrant

developrment of a new framework or guidance documents to suppart use of the

nurnerous existing resources. Standards under consideration include: 150 17799,

CobiT®, CERT Practices®, ITIL, CISSP, MIST 300 series, Cormmon Criteria,

Security Forum (EUY, QECD Principles, CO=0 Risk Framewark, Business

Roundtable, SANS Top 20, BITS, and Software Alliance, The working group also ;I
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IT Service Capability Maturity Model (ITS-CMM)

0 CIBIT Consultants | Educators, OMavdia
Q xevipikr lotooeNida http://www.itservicecmm.org

O ITS-CMM Version 1.0 Release Candidate 1, 2005
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Contents

Tntroduction Introduction to the IT Service CMM
Dewnload
Mlalinghsts Latest news
FAD o Jarmary 2&, 2005: IT Service CIMM Version 1.0 Release candidate 1 is available.
. o Movember 9, 2004: The IT Service CWI Poclket Guide 15 avalable.
Pocket Gunde
Developrnent
R —— The IT Zervice Capability Matunty 3odel (TT Sernce CWMMED 15 a matunty growth model aimed at prownders of TT sernces, such as

management of hardware and software, operations, and software mamntenance. The structure of the model iz equal to that of the

Management Summary software CI, the contents of the IT Service CHI, however, are key process areas needed for mature TT service provision.

Acknowledoments

The IT Service CWM 1z work in progress. We are currently fimshing version 1.0 of the model. Y ou are insnted to join in the review

\ process.
Search

| Currently, the IT Service Tl 15 in use in several mednm-sized and large orgamzations. See the list of azsessments for some of the
orgamzations that are applying the IT Zervice CWM to improve thewr IT service processes and orgamzation(s).
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Figure 2.1 The Five Levels ot Sottware Process Maturity
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Pear reviews
Intergroup coordinaticn
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Integrated sofware managerment
Training program
Crganizaton process definition
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4

Repeatable (2)

Software configuration management
Softwarz quality assurance
Software subcontract managemsnt
Software project tracking and owersight
Software project planning
., Reguiremenis management

( Initial (1)

Figure 3.2 The Key Process Areas by Maturity Level
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Level 5 Change
Optimizing management

Level 4 Capability
Predictable management

Level 3 Competency
Defined management

Level 2 People
Managed management

A\

Level 1 Inconsistent ‘?%
Initial management

Figure 2.1 — The five maturity levels of the People CMNM
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People CMM ®Architecture

oo Confinuous Worklorce Innovation

" Owganizational Performance Alignment

Continuous Capability Improvement

') Mentoring
Crganizational Capability Management

Cruantitative Performance Management

Competency Based Assels
Empowered Workgroups
Compefency Integration
6 :';:I::JHIWDEMHH
group Development
Competency-Based Practices
Caress Development
Compelency Development
Workiorce Planning
Compelency Analysis
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Workforce practices applied without analysis of impact

Continuously
Improve

Predictable

Defined

Managers take responsibility for managing
and developing their people
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Maturity Levels

Initial

No key process areas present

Repeatable

Repeatable services, basic processes in place

Defined

Standardized services and service process

Managed

Quantitative control of service processes
Optimizing

Qualitative control of service processes, continuous process
improvement
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